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JaCk Wa I kel’ is President of Walker,

an experience management consulting firm
with more than 85 years of expertise helping
organizations make change make sense.

Under his leadership, Walker is a Platinum Consulting
Partner of Qualtrics, supporting Fortune 1000 teams as
they align data, decisions, and experiences to drive
meaningful business impact.
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Making c make sense.




Al is changing how we work. But it also comes with
chaos. Walker's Unified XM approach challenges
leaders to embed experience data into their
operations. With better integration, XM leaders can
make more human-centered, effective decisions—
just by making change make sense.
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Making make sense.




ENTERPRISE CHANGE IS
ACCELERATING, THANKS TO:

T |

A state of
movement...
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ENTERPRISE CHANGE IS
ACCELERATING, THANKS TO:

A state of
movement...

[ - Automation 1
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ENTERPRISE CHANGE IS
ACCELERATING, THANKS TO:

A state of
movement...

[ - Data-driven decisions }
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ORGANIZATIONS FACE
CHALLENGES LIKE:

{ -> Siloed systems J

...and a state
of constraint.
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ORGANIZATIONS FACE
CHALLENGES LIKE:

...and a state =
o - Massive, disconnected
of constraint. data volumes
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ORGANIZATIONS FACE
CHALLENGES LIKE:

...and a state
of constraint.

- Multiple owners pulling
in different directions
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shapes decisions.

; : ; EXPERIENCE

OPERATIONAL {0} BEHAVIORAL {B}
DATA DATA
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What happens when the
business moves faster than

experience Yerz1al Gl o X8 e
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Making make sense.




WEYGCE R3] inflection point:

— Focus on insight reporting

— Step into a broader
enterprise role
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Experience alone isn't
enhough to drive Eleilels}
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The risk...

{Enterprise Data} =

LEADS TO

{Optimization} 5 Empathy




Clarity



Clarity




Clarity

Y  Direction

A Meaning



Unified XM:

Making make sense.




Unified XM

BEHAVIORAL {B}
DATA

make sense.
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WITH UNIFIED XM,
ORGANIZATIONS CAN:

TLI 'n i ng [ - Make sense of constant change ]
Information
into impact
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WITH UNIFIED XM,
ORGANIZATIONS CAN:

Turning
information J

- Align teams around shared

into impact outcomes
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WITH UNIFIED XM,
ORGANIZATIONS CAN:

Turning
information
into impact

- Move from insight to
enterprise action
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WALKER GUIDES ORGANIZATIONS
THROUGH XM CHALLENGES LIKE:

Th e [ - Data and systems alighment ]

hard part
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WALKER GUIDES ORGANIZATIONS
THROUGH XM CHALLENGES LIKE:

The
hard part [ - Ownership and governance J
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WALKER GUIDES ORGANIZATIONS
THROUGH XM CHALLENGES LIKE:

The
hard part

[ - Organizational coordination J
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PTC: From
Insightsto

make sense.




walker ™

Namrata Wadhwa

is the Senior Director of Customer Experience
at PTC, a global leader in product lifecycle
management software.

Namrata leads Voice of Customer at PTC, driving how customer
insights shape strategy, decisions, and action across the enterprise.
She focuses on moving beyond listening to delivering measurable
business outcomes from customer feedback.
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PTC Is a (global software

company serving industrial and
manufacturing organizations.
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PTC AT A GLANCE

Fast Facts

of Innovation Employees ARR Market Cap

S ptc

Intelligent Product Lifecycle Software Global Leader

Headquartered in Boston, MA
Operations Across 35+
Countries
Global Partner Ecosystem
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Product Data
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POWERING INNOVATION ACROSS INDUSTRIES
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VOC EVOLUTION

€. 2024

A Inconsistent

A Manual

A Low -confidence signals

A Limited visibility ~for PTC teams

\_

2025

3

A Centralize listening on Qualtrics
A Redesigned NPS baseline
A Win-Loss interviews

A Optimize existing touchpoint
listening

A Closed -loop execution

@Eﬁ%} 2026

A Expand and scale listening

A Unify structured and unstructured
feedback into a single unified
intelligence layer

A Infuse Al -driven analysis (VoC Al
agent) to surface themes, risks, and
opportunities at scale
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LISTENING MOSAIC ACROSS THE CUSTOMER JOURNEY

Unstructured

O @ ow

EXECUTIVE ADVISORY PRODUCT GLOBAL
ENGAGEMENT BOARDS SUGGESTIONS NPS

|
| |
DISCOVER IMPLEMENT ADOPT SUPPORT GROW
Aware, Consider, Decide Onboard, Plan, Implement Service, Support Renew, Upgrade, Churn, Strengthen

Briefing Center Visits
Win/Loss Interviews Churn & Downgrade

Community Feedback

A
\ 4

Who do we listen to: Decision Makers, Buyers, Champions, IT Admins,
Procurement Leads, End-Users, GTM PTC Teams
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But @ iL® still faced...

Evolving System Landscape Decision Complexity at Scale

Distributed Data Ownership Competing Enterprise Priorities

Shared Accountability Across Teams
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ORACLE

salesforce
: Gainsight
ReSOIVIng ?OP}EIE:IL\ONAL C/O CHURNZERO elquo

the data 2, 8pfc qik

HOMEGROWN SYSTEMS

dilemma : :

Gainsight

Behavioral, Operational
- ) BEHAVIORAL Q p'I-C HOMEGROWN WEB
and Experience is created LI IO T i T
b . J
and stored in numerous
1 XM
places. B qualtrlcse
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WEY start JWids

the problem.
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Making change make sense.




